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Skills for Tomorrow, NOW

The Workplace Literacy Project resulted from a Department of
Education grant, plus in-kind contributions from a partnership with
General Motors Inland Fisher Guide Plant, Princeton Plasma Physics
Laboratory, and St. Francis Medical Center. The project is an
attempt to find solutions to the growing "skills gap" in industry
today. More than 25 million Americans cannot read the front page
of a newspaper. In addition, workers w..ose average ages are
rising, must produce in a technological environment that may not
have existed when they began working. This lack of knowledge malkes
it difficult to compete in a technologically changing workplace.
Moreover, an increasing number of immigrants have entered the
workforce with limited English communication skills. 1In response
to this growing need, the Federal government provided a grant to
Mercer County Community College and its partners to dewvelop ways to
enrich and expand employees' basic workplace knowledge. The aim of

the project was also to 4improve the self-esteem of the
participants.

Support for the project was solicited from all levels of
company management and the unions. In addition, an advisory
council, comprising key management and employees from each company
determined the design, goals, and time-frame of the project. Each
company provided a liaison person from their site, and MCCC hired

a director to manage the progran. Employee release time for
classes was site~specific.

Participation in the program was voluntary. Information about
classes was disseminated through company letters, flyers, union

notices, notices included with paychecks, and open forums with
supervisors and emplovees.

The ABLE test was used for normative pre and post testing.
Other types of evaluations varied from course to course. MCcC

counselors met with each student to discuss present and future
educational objectives.

Courses were offered in reading, business writing, math,
science, and English as a Second Language. In addition, there were
workshops in problem solving, stress management, and other work
survival skills. The curricula for the courses were customized for
each worksite to be as job focused as possible.

It is our hope that this program will serve as a model for
other organizations to empower their employees with the skills

needed to succeed in the changing technological workplace, today
and in the future.
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Qverview of Reading and writing Modules
Offered by MCCC and St. Francis Hospital

Why are we doing this? Participants in the reading and writing
seminars offered already can read and write. Most grit their teeth, wade
through reports, and produce a fair version of what they've read in memos
and proposals that their colleagues then grit their teeth and read because
they must. Little is done without frustration. Much is done without
effectiveness.

A 1982 survey showed that 92& of corporations responding cited
communication skills as the most sought after quality in job applicants.

A 1991 survey-of newspaper readers showed that most do not read
the entire paper. Few read more than the first paragraph of any article
ard some read only headlines. Without practice, reading and writing are
Trustrating tasks. Vague unfocused writing is ineffective on-the-job
wiiting. Reading without first establishing a clear purpose is wasted
tirne and lost knowledge.

A visit to commercial bookstores, college English departments and
developmental reading labs prove that mnemonic devices and shortcuts to
understanding complex reports or policy manuals do not exist for the
"executive” reader. No site-based or business world orientation is given
to the study skills ordinarily passed over lightly in high school or college,
where they are ighored for their “lack of relevancy” to the “real” world. It
is an unfortunate irony.

Writing for the professional world receives more attention. In text
after text, the need for clarity, a natural voice and elimination of jargon
iz stressed. Competency in writing is linked to efficiency and
productivity in business. The implication is that competency is lacking.
The reading and writing modules offered at St. Francis Hospital address
the need tor a relevant approach to participants with site-based materiais
and practice. The goal is to produce effective communicators who tind
vays to write quickiy, powerfully and clearly, and read without
frustration and the need to constantly reread to remember.
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COURSE OUTLINE

‘ . READING AND WRITING MODULES

This course is aimed at making job related reading and '_\'miti.ng tasks e_ésier and more
effective in a hospital environment. ‘The targetet audience is front line supervisors with
high school degrees who want to sharpen their skills in order to advance their careers.

Upon completion of this course, students will be able to:

0 Write short documents requested on-the spot clearly, accurately and in a
well organized manner
‘ 0 Write clear, interesting, and accurate reports and proposals quickly and
without frustration
o Read with a purpose, with greater speed, comprehension, and retention of
important material : :
0 Use more than one note-taking or record keeping technique and generate

written documents from notes

® TOPICAL OUTLINE

— o Writing
- four step writing process
' - awareness of audience
‘ " - elements of clear style
- avoiding common efrors
- write and evaluate samples
- identify parts of longer documents
- analyzing relevance of data
- setting priorities
- relating form to purpose
- persuasive writing
o) Reading :
- thought clusters, previewing, PQ3R, skimming
- six functions of paragraphs
- word attack skills
- retention, recall, recognition
o) Record keeping
- Text marking, note-taking, Blader flowchan
- *Tickler" file system and document file
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OTHER

16 hours

TEXTBOOKS

Brock, Susan L., Better Business Writing, Crisp Publications, inc., California, 1987.

Dumain, Deborah, Write to the Top: Writing for Corporate Success, Random House, New
York, 1983.
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Writing Module 1: Creating the Short Document

Career Benefit: Participants will learn to write clearly accurately and
with energy in short documents requested on- the-spot. This iwo session
seminar will help participants plan, create and revise their writing
quickly. Common pitfalls, {cliches, jargon, vagueness, and wordiness), will
be discussed and remedies provided. Greater effectiveness in writing
through awareness of the writer's audience is stressed.

Note: Participants are asked to bring samples of short documents,
{rnemos, letters, announcements), they most frequently write.

Goal: After completing Module 1, participants will be able to create on-
the-spot memos, letters, or other short documents that are well
organized, clear and effective.

Objectives: Participants in Module 1 will:

1. Understand a Tour step writing process, (prewriting, rough draft,
revising, editing).

2. Develop an avs sreness of audience and its impact on the form and
diction the writer chooses.

Z. Generate individual samples of memos or letters applying the
witing process.

4. Ascess their strengths and weaknesses as writers using
guidelines to revision and editing.

5. Practice the elements of a clear style:
Effective word choice (diction)
Cpecificity
Economy
Active voice

6. Evaluate models for qualities of good writing, suggesting
revision for poor passages.
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Content Qutline (for two sessions)
Module 1: "Creating the Short Document”

1. Producing participant writing samples of memo and letter

2. Introducing the Writing Process
FPrewriting
Rough Draft
Revising
Editing

=

Establishing impact of audience on diction and persona
what is the "persanality type” of the audience?
‘what is the proper, most effective, approach and form?

4. Generating individual samples of letter and/or memos employing the
writing process

Conveying bad news tactfully

Advising of changes

Clearing up confusion

A letter to persuade

The natural voice

3. Practicing revision to avoid the fog zone
wordiness
Redundancy
Condescending statements
Sexism
Megativity
Passive Construction
Lack of commitment

6. Practicing editing to avoid common errors
Mechanics {parallel construction, pronoun-antecedent agreement)
Spelling
Punctuation
Commas
Semicolons
Colons
Apostrophes




Usage

7. Producing exit sample demaonstrating all steps of the writing process




Module 1: Creating the Short Document
Teaching method

Each session will involve individual and group participation.
Participants will write in order to gain better knowledge of the writing
process and to develop an awareness of their own individual method, their
good and bad habits. They will apply revision and editing techniques to
their own work. Brief conferences will allow the writer to gain a greater
awareness of audience, the need for purpnse, clarity and vitality in

writing.

Taools in the form of flowcharts, prewriting techniques, spelling and
diction reminders, and pitfall reminders will be offered. Models of good
and bad writing will be examined and editing skills will again be
practiced.

Method of Evaluation

The method of evaluating the effectiveness of Module 1 will be the
exit sample written using the techniques introduced in the module. The
final draft will be compared to the entry sample written early in the first
session of Module 1.




@

Writing Module 2: Creating Reports, Proposals, Feasibility Studies and
Longer Documents

Career Benefit: Participants will learn how to organize technical data,
anecdotal records or facts from various sources and create readable
analytical or persuasive reports and proposals. This two session seminar
will review rules of good writing and help participants establish the
purpose for writing as the organizing principle in @ document. Models to
learn from will be examined and a “can’t fail” outline sequence for
persuasive writing will be practiced.

‘ Mote: Participants are asked to bring samples of longer documents,
{reports, studies, proposals}, they most frequently write.

Goal: After completing Module 2, participants will be able to write clear,
interesting and accurate reports and proposals quickly and without
frustration

Objectives: Participants in Module 2 will:

- 1. Understand the four step writing process, {prewriting, rough
dratt, revision, editing).

2. ldentify parts of longer documents, {introduction of purpose,
‘ zupporting detail, conclusion).

—_

3. Analyze relevancy of data and set priorities.
4. Relate the form af a docurment to its purpose.

5. Develop ah awareness of audience and its impact on persona and
diction.

&. Practice the elements of a clear style:
Effective word choice (diction)
Specitficity
Econarmy
Active voice

7. Use Brock's "Motivated Sequence Outline Model” for persuasive
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writing.

8. Write a persuasive proposal.




' Content Dutline {for two sessions)
e Module 2: "Creating Reports, Proposals, Feasibility Studies, and Longer
Documents”

1. Sharing of steps used by participants to create longer documents

2. Introducing or reviewing the writing process
Frewriting
Fough Draft,
Revising
Editing

Z. Feviewing parts of shy report
fntroduction
Statement of purpose
Supporting details
Effective conclusion

4. Introducing strategies for organizing data prior to wiiting
. Motecards
- Flowcharts
Mapping
Clustering

. 5. Studying suitable docurment language
"hen Lo be objective
when to be subjective
Rules of good writing
Deadening pitfalls
Use of Quotation
Elirninating the "as you know" (already familiar)
Atiribution
Journalistic brevity
syntax
vhen to break rules

6. Establishing clarity of purpose and the natural Yoice

. 7. Practicing writing of "come hither” introductions and conclusions that
linger
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3. Introducing Brock's Motivated Sequence Dutline Model for persuasive
writing

9. Creating a proposal using the writing process and prewriting
techniques
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Module 2: Creating Reports, Proposals, Feasibility Studies and Longer
Dacuments
Teaching Method

Through discussion, sharing of individual methods and review of
satnples, participants will analyze their process in creating reports and
proposals. Methods of arganizing data and introducing the purpose for
writing will be practiced. Introductions that establish purpose and excite
reader interest will be practiced. Participants will practice writing
effective conclusions.

Individual and Qroup revision and editing will be practiced on models
provided in order for participants to grow more alert to vagueness, jargon,
comrmon grarmmatical and spelling errors.

Method of Evaluation

Since it is unrealistic to ask participanis to compose a technical
report or feasibility study on the spot, & persuasive proposal for a change
or improvement in work site conditions, using the the Motivated Sequence
Outline Model will serve as the evaluation document. Using group
prevriting techniques, {discussion, debate, brainstorming, mapping or
clustering), and individual use of the model, participants will each create
rough drafts of the proposal and practice revision and editing on the draft.




Reading Module 1: Adaptive Reading Techniques: Introduction and
Application

Career Benefit: How often we put down a complicated document, or
important memo, and find we haven't any idea what we've read. We've
merely exercised our eye muscles and wasted valuable time. Participants
in this seminar will learn to avoid the frustration of plodding word by
word through job related reading. They will learn adaptive reading
techniques that save time and build flexible reading styles appropriate to
varying reading tasks.

Note: Participants are asked to bring samples of reading most frequently
required on the job.

Goal: After completing Module 1, participants will understand how they
read. They will be able to apply specific adaptive techniques in order to
read with a definite purpose, greater speed, retention and recall ot job
related materials.

Objectives: Participants in Module 1 will:

1. Undergtand their present reading attitude, habits and
comprehension level.

2. Learn adaptive techniques of thought clustering, previewing,
FOZR, and skimming.

4

3. Apply various adaptive reading techniques to job related reading
materials.

4. tdentify the six functions of paragraphs.
5. Choose appropriate paragraphs to skim for specific reading tasks.

5. Apply knowledge of affixes and rocts to attack of job related
vocabulary not revealed in context.

7. Understand the three campongnts of meamary, {(retention, recall
and recognitiond.




= 3. Practice techniques to improve retention, and recall,

| Y
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write to the Top: Writing for Corporate Success, by Deborah Durnaine.
Randorm House: Mew York, 1983.

t1er Business Writing, by Susan L. Brock. Crisp Publications, Inc.: Los
tos, Ca., 1957
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Content OQutline {fotr twao sessions)
Reading Module 1: "Adaptive Reading Technigues: introduction and
Application”

1. Establishing attitudes towards reading
Reading Inventory
Vision Survey

2. Taking a comprehension test using the St. Francis policy manual

(s

. Reading in thought groups
Eye fixation and apprehension
Practicing thought groups on St. Francis memos
Tearning to see i1 thought arouping increases retention and
comprehension with tollow-up CLOZE Inventory

4. Learning adaptive reading techniques
Preview

Creates greater interest
Familiarity yields greater comptehension
See the big picture
Read the title
Read the subhead
Read illustrations (study) maps, graphs, charts (interpret]
Read first paragraph for purpose and tone
Read clozing paragraphs (summary restatement)
Skim through
Practicing previewing on St. Francis material

w

dentifying si% functions of paragraphs
introduction
Definition
iHustration
wiformation
Transition
Conclusion

6. Skimming for facts

Y. Practicing dgna_rnir: :;-l:firm'r;ing (RQ =1 readinq)

ot
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&, Using PQSR on St. Francis reading materials
Preview
Question
Read
Recite
Review

9. Developing memory of written material
Flan
Review
Look for principles
Schedule memaorization last
Think about the matter
Apply the learning
Discuss
Use mnemonic devices
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Reading Module 1: Adaptive Reading Techniques: Introduction and
Applicaticn
Teaching method

Adaptive reading techniques are useful only as they are practiced.
Participants will engage in comprehension checks and reading rate checks.
Practice for each technique listed in the course outline is plannad. By
seeing their own improvement, motivation to use the technigues after the
seminar ends iz heightened.

Individual and group participation, as well as teams for friendly
competition, are all anticipated methods of reaching the participants.

Graphic data, specific word lists and easy to read reminders of 2ach
facet of the adaptive reading seminar will be distributed for participants
to help them continue becorning proficient flexible readers.

Method of Evaluation

The method of evaluating the effectiveness of Reading Module 115 in
feedback frorm participants as to the usefulness of each technique. In
sddition, assessment of progress on CLOZE Inventories, thought group
readings and informal comprehension checks administered with each new
adaptive reading technigque will take place.




Reading Module 2: Reading for Record Keeping

Career Benefit: Much of the reading St. Francis front line supervisors 4o
is disseminated ih memos and reports to other employees. Some ot the
reading completed may be filed and returned to at s later date. To reread
in order to remember the contents is boring, frustrating and a waste of
energy. Participants in Module 2 will learn various note-taking, record
keeping techniques to serve as prewriting for rmermos and reports, while
eliminating the time consuming frustration of rereading. Learn to break it
down, take it down and find it fast.

Note: Participants are asked to bring samples of job related reading they
frequentiy must do.

Goal: After completing Module 2, participants will be able to use more
than one note-taking or record keeping technigue and generate written
docurments from notes.

Objectives: Participants in Module 2 will:

1. Review or learn adaptive reading techniques of previewing, FU3E,
and skirnming.

2. Review or learn six functions of paragraphs.

3. Learn record keeping techniques of text rmarking, note-taking, and
Blader tlowchart.

4. Apply record keeping technigues to job related reading.

S. Generate written documents from at least one record keeping
technique.

6. Learn to develop a "tickler” file systern and “tickler” docurment
file.




Content Outline (for one or two sessions depending on whether
participants attended Reading Module 1)
Reading Module 2: "Reading for Record Keeping”

1. Reviewing adaptive reading technigues of previewing, PQ3R, and
skimming

g}

2. Reviewing six functions of paragraphs
3. Sharing technigues of both reading and notation currently used

4. Introducing text marking
Surnrmarize
Underline
Bracket
Star
Enurmerste
Abbreviate
React
Practice on job related reading

5. Note-taking
Readings and Statements
Record
Rephrase
Fractice on job related readings

6. Feviewing writing process
Prewriting
Rouqh draft
Revision
Editing
7. Introducing Blader reading record/prewriting flowchart
Practice use
Apply technique to produce memo

§. Introducing how to keep a tickler file and tickler docurnent file.

N
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Reading Module 2: Reading for Record Keeping
Teaching Method

Hands-on practice of each technigue using job related readings is
escential if participants are to use the techniques after the seminar. The
seminar will.be a lab with participants expected to suggest revision or
further adaptation of the record keeping technigues offered.

To a degree, the seminar will serve as a share session, allowing
participants to review reading/note-taking techniques most applicable to
their job.

Method of Evaluation

The quality of documents produced using methods introduced and
feedback from participants as to the usefulness of information and ideas
presented will measure the effectiveness of the seminar. An evaluation
survey will be asked for as closure for the seminar.

N
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C.

Frocedyre: Creating the Short Document

{. Iniroduction to the writing Process
antifreeze to engine ina 10 minute writing
Explain the process of freewriting
don't stop/don’'t let internal critic interfere/don't 1ift pen
frorn paper/no need for complete sentences
a freewriting from p. 27 of Dumaine is helpful to read

Focus topic for freewriting: Nearly everycne has a suggestion,
sumple or complex that would improve some condition of their workplace.
I+ an range from buying a better coffee machine or allowing commpatible
tearms to always work together. What is your suggestion? '

Poseible fallback topic: write about the greatest "stressor™ on your
it
7 (n notecards, have participants 15t vways they use writing on the job,
[types of writing 1s what is meant] Share.
3. Fror Brock, allow participants to f111 out her ‘Self-assessment” p. 2.
Go over the self-assessment, especially the question of audience. "Do |
consiager my audience?”

4 Lis® the steps in the writing process on the bioard: prewriting,
drafting, revising, and 2diting. Define these sieps Add to them the
consideration of audience.

Audience: who do you write for? ‘what do you write to them for?
How well do you know them? How much do you plan Tor them? Reader-
certered writing is successful writing. If you want their attention and
action, than the writing must have clarity and power.

[One of reasons corporations dernand good writing skills because
there 15 high correlation with ability to think well. analyze info., weigh
alternatives, make decisions ]

& Participants should go back to their notecards for the vrays they use
wr1ting on the job. Next to each way, they should write who their
audience is for each job.

Have you ever considered them as individual readers before?

Co you have different types of audience?

29




Participants should turn their cards over and write the personality traits
of members of each of their specific audiences. After the description of
each type of audience, participants should discuss the most effective way
to comtnunicate with that type of audience. This is an opportunity for
brief group communication and collaboration with results being
shared with the larger group.

instructor input: Think in terms of Tacts, thoroughness of detail, the
human touch etc.

6. Instructor should distribute the personality type definitions found on p.
4 of Brock. Read/sharefadd additions/discuss implications

7. Dictribute the Audience Focus sheet as a writing tool, {p. 10 Dumaine).

Go over some potential answers to: Why am | writing this? Probe tor
Persuade analyze explain request motivate recomtnend
report findings respond praise inforim  propose  announce
send bad news

Participants should 1ook over their initial 10 minute freewriting and
find a specific purpose in that writing. Naturally, because it wags a free
writing, they may find varied purposas as they went from paragrapt to
paragraph.

Discuss the "Bottom Line” sectian of the Audience Focus sheet.
Define the bottom line as one or two sentences that are specifc about the
writing task. "why am | writing this?” “What action do | want taken as 8
resuit?” "What do | want my reader to understand after they firish
reading this?”

8. Begin gning into the writing process in more depth.

Begin with prewriting technigues: show how freewriting can be
used as a prewriting technique. Ask group to ook at their own prewriting
and circle what they might include in a mermo to & colleaque asking for
consideration of your idea for a change. Then ask thern to nurber the
circled items in a sequence they might use to reach & particular audience
successfully.

/

Mention outlining as a prewriting technique.

Teach Questioning technique of prewriting: Write out questions
readers will need answered about your topic: background, requirements,

46




festures, benefits, changes, costg, alternatives, timing.

write complete answers
to the questions you ask. You can always cut them down. If you can't
shizswer, You know you need more research.

Example for group to try: Imagine you have to send @ memo with &
dual purpose: 1) to announce a very important meeting to discuss phone
bills that are excessive to be attended by a supervisor and one
representative Lo be chosen from each department.

2) to announce a new policy in effect before the meeting,-
that no personal phone calls can be made unless the caller has a phone
calling card, or unless the call is an emergency. Emergencies must be
cleared with a supervisor. In addition, all employees, regardiess of rank,
rust Till in @ phone log sheet, listing the number called and the nature of
tne call and the time begun and ended.

Encourage the group to use the questioning technigue to prewrite for
this memo: Exarple of questions group should ask:

what will be on the agenda?

How can | prepare?

Do | have to go7

what if | can’t go

Etc.

Ouestions are easier to ask if you've nailed down your audience
and the way you can best be clear to them.

Answer the questions. Have the group share their responses. Which
are best asked and answered/
Put them in order.

4 Teach mapm‘ngz’c]usteringfbrainstarming techniques. Demaonstrate on
board, drawing bubble large enough for about seven to ten words. Put key
idea in center. Draw stems out from bubble and jot down all the
categories or ideas you feel need to be addressed in the memo. Prioritize
by nurmbering the stems. Use focusing questions for determining the
audience.

Participants should use any technique that they are comfortable
with and try drafting the memo. The attempts should be handed

in in whatever stage they are for the instructor to work with
for the next session.

)M
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10, introduce headlining be showing @ memo from Dumain written witn
and without headlining. [Dumaine - p. 37, 36]

Adventages to headlining: Reader has clear perspective thanks to
white space and bullets.

Ideas leap off page, and reader can skim to relevant information

Can be used in letter writing

Note: Instructor used mapping technique with group
participation te “break the ice” for participants and encourage
them to use a new technique. In the course of the
brainstorming, it was clear that participants would use jargon,
threatening tone, impersonal “computer language” to convey the
negative news in the memo. This was in contrast with the
personal speaking voices of their earlier freewriting. A
discussion ensued about ways to convey negative news, {see
worksheet “Conveying Negative News Tactfully” and "Rewrite
These Sentences More Positively™) Participants were then asked
to go on on their own to deveiop the memo. Use of the
headlining technique was encouraged but was not tried by any
participants.

End of Session One
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( Cewrite these sentences in a more positive way.

1 This letter isn't up to our standards.
2. 1f you don't irnprove your attendance record, you won't be promated.
7 without careful preparation, we won't be able to win the account.
4. It would not be cbjectionable it gau attended the workshop in the Tali
= we hope wou will not be disappointed with the results.
(_ ' £ wWithout proper planning, we will ot be able to prevent overcrowding.

7. 'we are sorny, but we cannot process your arder until you say exactlt
whi) you need new supplies. '

oot

5. If you don't like my suggestions, please contact me.

a. Penple are heing allowed to violate visiting hour rules.

~
i

10. The paperwork was so sloppily dane that the reports were useless.

AW
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Conveying Bad News Tactfully

Noie the difference between the following positive and negative phrases:

NEGATIVE POSITIVE

You failed to notice May | point out that

You neglected to mention ‘we also can consider -
vou averlooked the tact One afiditional fact is
You missed the point From another perspective
If you persist in If you choose to

| see no alternative bdt Our clear plan of action

Generally, a memo to correct anyone’s behavior is more effective if the

word "you” is avoided. It is accusatory when it is overused. Remember:

even when saying "no,” be direct and clear. Don't offer false hope or hide
the bottom line in complicated jargon.

LD
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Session Two Seminar 1: Creating the Short Document

"Note: Instructor took all starts on the memo about phone use

and noticed the difference between the language of freewriting,
simple, clear, with an obvious desire to reach an sudience, and
compered it with the foggy, halting, jargon-laden language of
the memo beginnings and wrote two memos to the participants
using the techniques taught in the last session. It is strongly
advised that any teacher of this seminar mode] the writing
being taught for the group.

1. Review
writing Process
Four stages taught
why bother? For audience: to produce Reader Centered writing

Prewriting techniques
Freewriting
Questioning
Mapping

Impor® ance of focusing on audience types:

Thinker

Feeler

intuitor

Sencor as well as oh message

wWhen audience is mixed, tone should be neutral, non-sexist, not
condescending. Rule of thumb: Think the best ofyour audience. Respect
thier in your writing. Choose the friendly informal tone, and organize your
facts clearly and carefully.

Roview facts in phone memo, and prewriting done to organize it.
Feview headlining technique in production of writing.

2 Here is what you showed me:
Go over the Gelf-assessment inventory handed in with memaos at end
of session 1.

Note: in this group, Sof 9 participants said they
~always think of audience” when they write. Seven of 9 don’t
know or know they don’t recognize business cliches and jargon.
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Four of O don't edit what they write and 7 of 9 are not confident
they communicate persuasively.

Discuss why freewriting was so effective. Firet, share pieces of
freewriting that is not personal or embarrassing.

Ask: why? Probe for: Knowing audience, ie. oneself, is receptive.
Didn't talk down to self. Wrote naturally. A person was speaking and was
relaxed and friendly, thoughtful and clear, got to the point.

Share Dumaine, p. 90, for a good exampl» of a persgnal memo
asking to more office space in natural voice, making point clearly and
sirmply, but not unimaginatively.

2. Something changed in memo altempts: Tell group you will not tell
them, but ask them to tell you what changed. Before giving participants
copies of their work typed up without names, and using only relevant
fragments, give all participants copies of the instructor written memaos.

4. | wrote you a memo using headling technique about my second thoughts
about the ideas we came up with during the prewriting in the Tirst
session:

Go over memo carefully by asking:

1. where do | use complete sentences?

2. How is it visually arranged for impact?

3. Are there any features of my vocabulary you see? [shor?, simple]

4. Does any sentence contuse you?

Then: Note for group thet two sentences are longer than twenty-five
words. Sentences should be only 15 - 20 words. Break those two
sentences down Turther. [Sentences begin- "when we discussed..” and "In
our concern..”

Put group corrections on board. Discuss reading level. Shortening
sentences will lower reading level generally. Fitteen to 20 word
sentences will be the Sth grade reading level. The following are warious
publications and their reading levels:

Mac (cormputer) Advisor: 7th grade

P.aple Magazine: 6th grade

USA Today: 7th grade

Hemmingway: 4th grade

word Perfect Documentation Manual: 9th grade
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DATE: July 10, 1991 _

TO: The competent staff attending the “Short Document” seminar
FFOM: Bonnie Blader, Teacher

RE:  Reevaluating the "bottom line” of the phone use memo

i had second thoughts

when we discussed your prewriting ideas for the phone use memao,
we may have gone beyond our desire to get out the three key ideas in the
rnerna. They were: o

1. A vital meeting is being held to encourage staff dialnogue.

2. Only business calls can be made unless an employee has an

emergency, or a phone calling card.
3. 4all staff will 1og in business calls.

wWhere we went wrong )

In our concern with “softening” the negative sound of the new “log
in" rule, we toyed with the idea of mentioning the effect on patient care.
we also reentioned the policy in effect is being ignored.

The problem with that thinking is:

1. we have no evidence of patients being neglected. That
sssurnption subtly targets the staff working directly with
patients.

* Remember they are “feelers” and will note the criticism. -
* | phone calling cards can still be used, we are satisfied
with patient care.

2. There is no point in reminding anyone about a policy that is
nbviously ineffective.

The phone use problem is a financial problem only

The "10g" sheets will allow us to see the number of business calls
made. Maybe the increase in cost is due toan increase in necessary
business phone calls. We can only judge that by eliminating all other non-
emergency personal calls for a short period of time.

Note to memo writers: "Writing is architecture, not interior decoration'.'
“Don‘t use a long word when a short word will do.”’
"Headlining in memaos works. Do itl ’




DATE: July 10, 1991
TO:  All staff
FROM: Bonnie Blader, a8 women totally without authority
RE: Meeting to discuss phone use
Uze of 109 sheets to keep track of business phone calls

An opportunity for dialogue

Our phone bills are much higher than ever before. Last manth, the
bill was $20,000 more than the same month 1ast year. ‘w'e need 1o
understand the increase in order to insure all staff can keep using the
ptiornes Tor business and personal calls,

Meeting information

whio: ANl superwisors and one department representative from each
department. '

Where: B-3

when: July 30, 1991, 400 P.M.

Action requested
1. Contact my office, extension 000, by July 25 to let me know who
will attend from your department.
2. If you cannot attend, please call by July 25 to let me know who
#1ill attend in your place. Your viewpoint is important.

Until the meeting, 8 new procedure is being tried

All employees may continue to make emergency personal phone Calls.

Fleasz notify your supervisor when you have an emergency call to make so
v/e can accurately understand our phone use.

Personal phone calling cards may be used for personal calls outside
the local dialing area.

For a short period of time, only local non-emergency personal ghone
calls can be made without a phone calling card.

Log sheets for business calls will allow us to analyze the phone
bill increase

Although we realize it is inconvenient, we ask all staff to use a log
sheet, placed by each phone, to allow us to judge our business phone use.
The sheets are simple to use, and ask you for the number called and the
time the call begins and ends. The sheets will be picked up by supervisars
gach day.

A
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Discuss how headlines improve memo, drawing attention visually
and intellectually to the piece.

Discuss how writing changes when there is commitment and the
desire to communicate as a8 part of the process.

5 Analyze instructor phone memso
Break down overly long sentences: “Although we realize..
Ask: Have | promised what | can't deliver?
Have | accused?
Have | blamed the change on anyone else?
Have | given "strokes” where | con?

Discucs: The disaffected employee not your concern. Assume the

4k How do captions work?
where have | used complete sentences?

Note words deliberately left out of the memo: implement employee
required maintain  must restrict prohibitea terminated ahuse
suieszive outrageous comprehend final  further measures

4re there other words you now recegnize as punitive or jargon | have
left out?

6 Distrioute student samples and follow this procedure:
Break into groups
Circle what you think can be improved in each sample. Make Jroup
decision :
Sirnply, clarify, rewrite as a group until you have rmade English out
of Engfish [redo at least 3]
Ee reany to analze the rest with the entire group

7. Stop small groups when you feel they are looking for the right things,
are engsging in the revision process, or when the task is finally complete
Have large group sharing and discussion based on their ideas

A3k What tappened in these mermo starts and why? Encouragde
dialogue.

Feviews audience cards participants filled out in zession 1. Neote:
in the cards, participants clearly understood the personalities
and needs of their respective audiences. The instructo~ must
help the participants see that there should be no discrepancy
between what they know about their audiences and the way they
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attempt communication with them. The idea that must be
accepted by the participants is that the discrepancy did exist
when they switched to memo writing from freewriting where
they felt they were communicating with themselves, i.e. an
interested audience. Discussion should approach the idea that
jargon substitutes for authority but is not conducive for
promoting action on the job. Peopile do not respond willing to a
faceless representative of autharity, but try to get around e
They respond to a voice spesaking naturally to them. You don’t
luse authority by communicating directly. You gain clarity.

8. Distribute Brock's pitfalls of business writing and go over varigus
cateqgories, spending more time and providing more explanation and

examples for:
Active voice

Substition list for jargon and cliches [See following]

instead of use
nevertheless but
terminate end
utilize use
deem think
assictance help
converse talk
forward send/mail
advice tel)
indicate show
we would like to ask that please
for the reason that because
are of the opinion believe
for the purpose of for
prior to before
despite the tTact that although
in view of the fact that because
iin order to to
subsequent to after
with reference to about
on the occasion of when
during the course of during
alang the lines of like
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succeed in making make

make use of use

have need for need

qive consideration to consider
imtiate or commence begin/start

Avoiding "no.” Accentuate the positive. Suggest what you want
rather than what you don't want.

Note: there was not time for the final task that could follow
this session, but it is included here for instructors teaching
more than a two session module in the future.

Final Task. Use the freewriting you did at the beginning of session 1, and

request a raeeting with an appropriate person to discuss one of your ideas
for improving the worksite. Brainstorm first to decide what to incliude
and how to organize your memo. Use any prewriting technique, (mapping,
questioning, etc.) to help you. Write a headline memo using all we have
learned about language and orgamzation. Make it short, (one page) and win
the right to be heard. '

work to revise the memo yourself. Then show it to 8 partner and

edit or suggest revision for each other's work. Produce a final copy.




WRITING TIPS

Conveying Bad News Tactfully

Note the difference between the following positive and negative phrases:

NEGATIVE POSITIVE

vou failed to notice May | point out that
‘You neglected to mention we also can consider

vou overlooked the fact One additional fact is
You missed the point From another perspective
If you persist in If you choose to

| cee no alternative but Gur clear plan of action

Ganerally, @ memo to correct anyone's behavior is more effective if the

word "you” is avoided. It is accusatory when it is averused. Remember:

gvern when saying "no.” be direct and clear. Don't offer false hope or moe
the bottorm line in cormplicated jargon.




Frocedurer Creating Reports, Proposais, Feasibility Studies and Longer
Documents ‘

Note: This module is designed for those supervisors who
actually do write longer documents. Because the participants
who took this module did not write long documents, the
prototype procedure for this curriculum has yet to be developed.
The material that follows is important for inclusion, but needs
teacher designed materiais and activities that were not
developed during the first run-through of the course. Possibly
actual samples of each prewriting technique and many worksite
long documents samples would enhance the module.

Iin addition, any instructor would benefit from having the
cooperation of the the supervisor directly responsible for
employees who write long documents to be able to target the
perceived needs of the writers. The instructor could then help
the supervisor develop writing checklists setting out in neutral
language what is the writing style objective for specifc
projects. These checklists should be based on the most common
problems perceived in writing by the supervisor. They should
emphasize reader-centered writing. Questions that could appear
on a Revision Checklist are:

what will my reader learn from this section if he has no
prior experience? ' : '

Have | given each section the "what 1" test, to see if any
questions are left unanswered for my reader?

How have | helped the uninformed reader understand?

Have | proide visual impact to aid understanding of my
report in the form of: sidebars, graphs, headlines, bullets, and
short sentences?

1. Introduce prewriting, information gathering techniques for longer -
documients Show samples where possible Engage participants in sharing
their techniques. Each participant shouid be equipped with a file hox and
tile cards to enter each technique on a separate card, maintaining a drop
file of recearch techniques for future use.
Prewriting on computer:
Beqgin wirh audience focus sheet, (Dumaing), and discuss use
On compurer, use data files
Open a new file for each section of report and enter
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details

Save each file on the same disk

Assign similar names for each file that will be part of
the same document.

Print a draft of each file or use merging techniques to
decide how to fit tnem together.

Remind participants that before using even computer data files, they
shouid use a brainstorm outline to organize or decide on necessary
cectians of report.

2 introduce bramnstorm outline.

In center circle, write main goal of report. Note: instructor
should use a worksite report at this time to dissect and show
its component parts. For example, the finished report can be
look at backwards with the instructor inventing the brainstorm
outline that should have preceded it.

Main goal of report may be stated as: to persuade..., to report
findings..., to analyze.., to request..., to explain.., to propose... etc.

Main categories that may find their way into the report appear on
stems radiating out from central circle. Category examples are: Costs,
background, benefits, implementation schedule, etc.

Fingers radiate from stems, breaking down the category ideas Into
specific information For example of the stem for the category "cost” may
appear the fingers: training, financing, instaliation. On the stem lapeled
"background” may appear the fingers: past pracfice, current equipment on
hand, other places 1dea has been used.

3. introduce next prewriting technique of index cards for long reports

The cards gather the "bones” of report and are useful even 1f writer
15 not sure of the framework of document.

1 Take ali notes on cards, including free-written ideas and
insights.

5 Place one 1dea per card. One sentence per idea is fine.

3 Color code statistical sections which take up more than one rard

4. Spread card on desk and sort into piles on similar topics Top off
each pile with a header card so writer knows general contents by looking
at the heaaqer

5. Pyt rubber band around each stack of cards.

6 Based on headers, choose Method of Development, (sequence)

BEST COPY AVAILABLE
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Note: Once again, instructor should have prototype report
and should have created the card file for participants to see as
this info. is given. Participants should be asked to organize the
headers and tell why they chose a specific method of
development to be followed writing the report.

4 introduce Post-it Tapes or Notes for long reports

Each 1dea for outline goes on separate pieces of tape.

Then cover paper with notes or strips of tape 4 to 5 inches iong

Use each strip as you would an index card

Fill as many as you need to cover all main points

Experiment with different methods of development by switching the
arder of the tapes.

Cala :ode the strips for easy organization with colored dot or
stripe on 4.2 left hiand edge of the strip.

Offset subordinate ideas by indenting strips of tape on paper to
resemble an oufline.

when writer begins to draft, he can write on¢ paragraph for each
1dea nearing strip.
Note: This technique using the same report as before should
also be demonstrated for particpants. Participants should
propose alternative methods of development of the report by
moving the tapes in an arrangement to form a different outline.

5. Srress to writers that nothing should be done without preparation
That preparation must include consideration of the audience to read tne
report, and consideration of the purpose for writing the report.

% rass out Methods of Development info. and discuss fully.

ote that the method of development of most important to least
impartant is the most commonly used and needed. It is especially suitable
for a receptive audience. ’

Note that the bottom on the top has more impact than the bottom
iine at the bottom.

Note that developing from the least fmportant to the most fmportant
15 useful only when you are afraid that readers will stop at bad news and
you need to lay the groundwork first. Sometimes the reader may need
“convincers” before the bottom line. Reader's concerns dictate the choice
of a matnod of development. If reader 1S receptive or unknown, place
pottom bine on the top If ingifferent, bottom line on top also.




Methods of Development

Tim mamtiaren of tmes ddo o <t
a8 Sedueiive Uy yui idtgs iz imnortsnt
Once gn:nu have decided what informstion you shouid include in @

T, O | L-Duc-un you have to decide how Lo dE’ l:}Uﬂ the
nmter jal. ‘what is the order of your categories or hvﬁdhn&em where do you
put the key ideas you uisolated in your preswr iting? ‘Where does the ‘hottom
hine” go’

Conziderations in your choice of & metnod
¥ou choose your lnHThud of development au.crqu to the needs of

your reader, your purpose for writing, the neture of your subject and your
docurnent., and the way your ideas natur aily hang together.

Yare are Tour coramon methnds of development:

#1. Order of Impartance
A, Most importent to least important

Your headlines (Categories)
whet are our current methods? {description of situation}
Haow can we improve them? {recomrmendation)
why do we need this : change? {background/supporting ! G
what are the henefits? {convincers)
Can we implement the change? {analysis)
what are the nest steps? faction items)

B Least irmportant to most important
Use when your audience needs convincing

Use: in many writings, especislly in mernmos or reports describing findings
or offering important recammendations

*2 Chronology

BEST COPY AV&!{[\AB[E




eculls, pr ogreSa reports, manufacturing and scientific procedures,
journals, minutes of meetingg, planning reports, audit reports, test
protocols. OBSERWE CAUTION: STATE THE MOST IMPORTANT IDEA OR
FECOMMENDATION AT THE BEGINMING, IGNORING THE TIME ASSOCIATION.

Q Use: FProcesses, growth statistics, accident re parts, trip results, tec

Use: Instructions, descriptions of processes, handbooks, user rnanuals,
procedures, training materials

( *4 Analysis

Use: Technical reparts, yearly overviews, analyses o if trends, annual
reports, du wgraphic suudle gconomic Torecasts, financial analyses

One more choice: The Motiveted Sequence Plan
(ne alternste method of development is called the Motivated

Sequence Dutline. | have given you extra materisls gxplaining that
spproach. | think it 13 an effective sequence, and simple to understand.
Any proposal you might make Lo purchase new equipment, or Lo change the

workplace could be introduced with this method. it is also a good '
framevsork Tor an "action plan” which might follow a counseling session.

(j Dor't be atraid to adsept or alter the plan to make it woik Tor you.

43
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Note that a chronological development is used to summarize the
history of a product or sttuation stressing relationship in time: accident
reports, progress reports, etc.

Chronological reports should avoid this problem:

Time order may force important materials to appear in an
unemphatic place. Unimportant issue may get undue emphasis by being a
beginning or ena. Solution is to state most important idea or
recommendation at beginning ignoring time assoctation. Then shift to
chronological development.

Process as a method of dev. is "recipe writing.” It does not
emphasize time, but emphasizes that facts occured in a particular oraer.
Analysis takes apart a situation to interpret now and why it

develops.

7. Introduce and thoroughly discuss Motivated Sequence Outline Model
from Brock. Give participants sample prewriting in the form of notecards,
or post-1t tape and ask them to prepare a proposal using them in the
Motivated Sequence Outline form. Compare the proposals the participants
come up with I large group in terms of methods of development, language
and have peer revision practiced using the Revision Checklist developed
with the supervisor to give participants practice in using revision
techniques.
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Appendix Module 2: Long Documerits
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STEP #1: THE FOCUS SHEET

Answer these questions as the first step in any writing task:

— 1. Purpose:

* Why am I writing this?

 What do I want the reader to do?

to i

2. Audience: rep
« Who is/are my reader(s)? Ha

] AU

« What is the reader’s role? ‘ In:

* What does the reader know about the subject?

*« How will the reader react?

o
» What is my reader’s style? Should I adjust to it? Wi
yo
* How will the reader use this document? arc
tio

* Whom should I include in this mailing?
wh
3. Bottom Line: at
If the reader were to forget everything else, what one key point do I want ‘ Dx
remembered? _%—r
~ M:
‘. it
' th
4. Strategy: - ab
+ Should 7 be writing this? At this time? " ha
Would a phone call or meeting be more effective? Wi

* Should I send this at all? Am I o0 late?
« Is someone else communicating the same information? ab

Should I check with that person? .

+ Should I include deadlines? Actions requested? Ju
+ Is my method of transmission the best? For example, should I be using elec- 0
tronic mail, traditional mail, or fax? »

©® 1983 Deborah Dumaine
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MOTIVATED SEQUENCE OUTLINE

~ Specific Purpose: On a separate sheet of paper write a complete sentence
stating exactly what you hope to accomplish in your letter. This gives you
focus. As you write your letter, remember your specific purpose to keep your
message on track.

1. Attention Step
A. Overcome readers’ apathy
B. Helpful to use illustration, example, etc.
1I. Need Step
A. Show why change is needed
B. Show why readers need to feel affected by the problem
1ll. Satisfaction (of need) Step
A. State solution
( B. Demonstrate that solution is logical, makes sense and is feasible
~ C. Convince that solution will solve problem
D. Give examples where solution has worked
( IV. Visualization (of future) Step
A. Show readers what solution will do for them
B. State advantages
V. Action Step
A. Convince readers to adopt solution

B. Tell readers specifically what you want them to do

C. Direct readers to act

Sunupy ssauisng 1934
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TyPICAL CATEGORIES FOR COMMON MEMOS & REPORTS, continued

SOLVING A PROBLEM
Q 1. Problem description
2. Recommended solution
- 3 Recommendation justified
4. Background
o symptoms
* causes

REQUEST TO PURCHASE
1. Overview
2. Recommendation (state what you
want)
« predicted productivity improve-
ments
« economic advantages
( 3. Analysis of items in question
- * cost justification
« depreciation
* brand selection

REQUEST FOR PROPOSAL
1. Overview
2. Service/item required
3. Background
« relevant information
( 4. Possible problems

PROPOSAL
— 1. Abstract
. 2. The proposal stated
3. Supporting reasons
4. Plan
* scope
* schedule
. * budget
« implementation

(

% 1983 Deborsh Dumaine

Group Information Under Headlines
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. Alternative solutions

* pros & cons

. Implementation plan
. Summary

s problem restated
« action requested (restated)

. Implementation considerations

« timetable
* plan

. Staffing requirements
. Background
. Summary

Budget considerations

. Outline of response needed

Deadline for submission

. Contact person
. Summary

. Points to investigate further

« other people involved
« time factors

. Conclusions
« restate recommendation/proposal
. Summary
33
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TyPICAL CATEGORIES FOR COMMON MEMOS & REPORTS

MEETING ANNOUNCEMENT

1. Time and place of meeting

2. Agenda: 2 list of topics

3, Speakers

4, Background
. events leading to calling of meeting
« what you hope to accomplish

DECISlON-NEEDED MEMO

1. Overview

2. Issue under consideration

3. Recommended action

"« who is involved in the *“action”’
« schedule of steps to be taken
« pros and cons
« subsequent meetings

- §TATUS REPORT
1. Executive summary
2. Project description
3. Current status: progress to date
4. Successful aspects
5. Problems encountered
6. Planned solutions
« further information needed
« opinion needed
« decision needed
« request for confirmation of plan

PERFORMANCE ANALYSIS
1. Overview (of results)
2. Process or task analyzed
3. Problems detected
« description of problems
» possible causes of problems
4. Suggested solutions
« people involved
« cost (if any) involved
« time involved

© 1983 Deborah Dumaine
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. Information to consider
. How to prepare for the meeting
. Contact/person in charge

. Background

« why it became an issue

_ Other decisions/options

« pros & cons for each

. Results of study
. Summary

. Other projects completed

« summary of each

. Other projects still in progress

« background

o status

« forecast of
(a) time schedule
(b) changes
(c) cost

. Summary

Comparison with previous model
o similarities
« differences

_ Dates for changes to be made
. Date of next evaluation
. Summary

Six Steps to Reader-Centered Writing
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